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Session 36

Customer Service for Schools:  
Call Center & Websites

YOUR INFORMATION 
RESOURCES
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v Need a reference or 
citation to support your 
decisions and actions? 

v Need an answer to a 
particularly sticky Title IV 
program issue? 

v Looking for an SFA 
Publication? 

v Updating your calendar 
and need key SFA 
dates?

Where, Oh Where?
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Overwhelmed with 
Questions?

v Who?
v What?
v When?
v Where?
v Why?

Who knows the answer to this one?
What do the regs say about that?
When is that annual report due?
Where did I put that reference?
Why can’t I find it when I need it?



Session 36- 5

Who Can You Call?  
Where Can You Search?

n SFA’s School Channel Customer 
Service Call Center (1-800-4ED-SFAP)

n SFA’s School Portal Website 
(http://sfa4schools.sfa.ed.gov)

n IFAP Website (http://ifap.ed.gov)
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Customer Service Call Center

Where the Answers Are Found!

Highly motivated, highly trained, totally committed 
to serving our partners in financial aid!

•Welcoming Your Phone, FAX, and/or Email 
Inquiries

•Timely and Accurate Responses

•Updating/enhancing the Schools Portal and 
IFAP websites
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Call the Customer Service Call 
Center (CSCC) at 
1-800-433-7327
FAX CSCC at
202-275-5532 

E-mail CSCC  at  
sfa.customer.support@ed.gov
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Our Mission Statement 
Says it All

Mission Statement: To foster an 
improved flow of information and 

promote customer service ideals in 
the student financial assistance 

community
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Who Can You Call?  
Where Can You Search?

n SFA’s School Channel Customer Service 
Call Center (1-800-4ED-SFAP)

n SFA’s School Portal Website 
(http://sfa4schools.sfa.ed.gov)

n IFAP Website (http://ifap.ed.gov)
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What is a portal?

nA portal is an aggregation point for content, 
functions, and features
nPortals typically have the following functionality:
vAggregate content into categories
vProvide content: news/information
vPowerful search features
vCommunications applications -- email, chat, discussion 

forums
vPersonalization services
vIntegration with other applications and back-end legacy 

systems
vRe-usability for future development needs
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SFA Schools Portal Website

http://sfa4schools.sfa.ed.gov
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Five (5) Portal Areas
•SFA Links - all SFA web-enabled systems

•SFA Headlines - categorized as either “SFA 
Policy and Rule Changes” or “SFA News”

•SFA Search Tool - across the “links” 
and/or within IFAP publications

•My SFA - customize the look of Your Portal 
Home Page

•SFA Calendar - Deadline dates, 
Training/Conference dates, Events and 
NPRM comment due dates.
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•Search across the 
SFA links and
within the IFAP 
publications

•Search only across 
the SFA Links (up 
to security pages)

•Search the IFAP 
publications

SFA Search
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With the Advanced Search...Choose 
Number of Results, and Result Threshold
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And...Select Which Sites to Search 
and/or  Use Another Search Tool
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Detailed Search Results
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What’s Happening in SFA?  
Check the SFA Calendar!

• Title IV deadlines and due dates

• Training and conference opportunities

• Comment due dates for NPRMs

• SFA publication availability
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Monthly Calendar View
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Monthly Calendar View of “Training”
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Training Events Link 
to Registration
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Monthly View of “NPRMs”
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NPRM Title Links to Text of NPRM
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Monthly View of “Deadlines”
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“Deadlines” Link to More Information
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Portal Help available on-line, by 
phone and/or by email!
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Frequently Asked 
Questions On-Line
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Contacts Listing
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Link to Service Descriptions 

from Table of Contents
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Got a Question?
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We Want Your Feedback!
What Do You Think? How can we improve?

Content/Functionality? Usability?
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Submit a Calendar Item
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More Features to Come

nFine Tuning of Search Returns
nRegional Webpage(s)
nSingle SFA Log-on ID
nYour recommendations
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Who Can You Call?  
Where Can You Search?

n SFA’s School Channel Customer Service 
Call Center (1-800-4ED-SFAP)

n SFA’s School Portal Website 
(http://sfa4schools.sfa.ed.gov)

n IFAP Website (http://ifap.ed.gov)
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SFA Pubs Now 
Alphabetically Indexed
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“C” is for COD
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Publications by Topic
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Selecting Direct Loan 
and COD….
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“Archived” Publications

(older than 3 years)
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“Archived” Dear Partner Letters 
- older than three years
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Email Subscription Options
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Dear Partner:

Student Financial Assistance (SFA) is pleased to provide you with this
electronic notification of recent additions to the "Information for
Financial Aid Professionals" (IFAP) website http://www.ifap.ed.gov.
This email is being sent to you as a result of the "Subscription Options"
you selected.

New additions as of: 10/31/2001
ELECTRONIC ANNOUNCEMENTS
Program/Service: Title IV WAN/Electronic Data Exchange(EDE)| Pell Information (EDE)
Date: October   30, 2001
Summary: Summary: <font face="Arial" size="2">Duplicate Transmission on October 23, 2001 of 
Requested Pell Data</font>

http://ifap.ed.gov/eannouncements/1030pelldata.html

If you do not wish to receive this "48 Hour" email notification or you would
like to customize your notification, please go to the "Member Services"
area of the IFAP website http://www.ifap.ed.gov, and select the "Subscription
Options" link to customize your subscription.

Sincerely,
The Customer Service Call Center
School Channel
Student Financial Assistance
U.S. Department of Education
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Option 2: Frequently 
Generated Additions
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Option 3:  Choose by 
Publication Type
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Option 4: By Subject/Topic
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Customer Service 
Call Center (CSCC)

We appreciate your feedback and 
comments.  We can be reached:

Phone: 1-800-433-7327
(1-800-4ED-SFAP)

Fax:  202-275-5532
Email: sfa.customer.support@ed.gov
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Now is Your Chance! Share your 
“wish list” with us.

My colleagues from the Regional 
Offices want to hear  your thoughts! 

Help us design the new regional 
webpages.
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Please don’t forget to complete 
your evaluations!

Thank You!

Enjoy the rest of the 
conference!


